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The object of this manual is to provide a uniform basis 
upon which service to our patrons is to be built, and to 
give the new employee a background to be used as a 
framework for his training. 


Because it is realized that no single formula would serve 
the various theatres of our circuit in view of the vast 
differences in size and location, this discussion has been 
limited to the broader phases of service which apply to 
the theatres as a whole. 


Famous Players have invested a tremendous sum of 
money in theatres throughout Canada. The theatre in 
which you are employed represents an important part of 
that investment. We have also a tremendous investment 
in Manpower, much of which at this time is paying divi- 
dends in Canada’s armed forces. 


Famous Players theatres play an important part in the 
life of your community. You of the service staffs, as our 
hosts, are in a large measure responsible for the prestige 
and progress of our Company. 


While masculine pronouns are used throughout this manual 
when referring to members of the service staff, vt 1s to be 
understood that the same regulations govern the training and 
conduct of female employees. Now, more than ever before, 
the same opportunities are offered to both men and women 
in the Canadian Motion Picture Industry. 


SIG 


PRESIDENT 
FAMOUS PLAYERS CANADIAN CORPORATION LTD. 
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THE USHER .... 


The Motion Picture Industry is becoming more 
and more universally recognized as an important 
part of Canadian life. The opportunities of the 
young man who has selected theatre business as his 
career are limited only by the size and scope of this 
vast industry—and by his own ambitions and enter- 
prise. 

An usher is not a servant. He is a student of an 
honorable and respected profession. 

Unlike most lines of endeavour, the theatre busi- 
ness cannot be learned from textbooks or in a class- 
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Business 
Cannot Be 
Learned From 
Textbooks 


Promotions 
Made From 
Within Ranks 


Co-operation 
Between 
Employers 
and 
Employees 
Necessary 


The Usher 
Is the Host 
of the 
Theatre 


room. Only by actual experiences and by diligent 
attention to these experiences and their results, can 
a candidate equip himself for a successful career as 
ashowman. Thus, the young showman must regard 
the period spent as a member of a theatre service 
staff as a necessary and valuable period of schooling. 
Searcely a day will pass which will not offer oppor- 
tunities to add to his store of knowledge of the 
fundamentals of show business. Seemingly trivial 
incidents will assume significance as they are re- 
peated and the proper handling shows results. 

Because the executives of our company have them- 
selves risen from within the ranks, they agree with 
the premise that basic training is indispensable, and 
it has long been their policy to make promotions 
from our own personnel. Promotion is not neces- 
sarily based upon length of service although this is 
taken into consideration. Primary factors in ad- 
vancement are aptitude, industry and diligent atten- 
tion to duty. Duty is not defined as the satisfactory 
disposition of definitely assigned duties, but rather 
as the discharge of these duties plus an alert and 
helpful attitude toward those phases of operation 
with which you are not directly connected. 

The relationship between employer and employee 
in this company is based upon fair treatment, com- 
mon objectives and loyalty. The executives accept 
that co-operation with the employee is as vital to 
efficient operation as is co-operation from him. 

An usher is not a uniformed robot whose duty it is 
to show patrons to their seats. He is the host of the 
theatre. He is directly responsible for the comfort 
and safety of the patrons in the section of the theatre 
to which he is assigned, and for their uninterrupted 
enjoyment of the program. And finally, he is respon- 
sible for the patron’s leaving the theatre with the in- 
tention of returning the following week. As a host, 
the usher must regard the patrons as his personal 
guests. He must conduct them to the best available 
seats and he must keep a constant vigil during their 
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Represen- 
tative of 
Industry as 
Well as Own 
Theatre 


Supported 
by Entire 
Personnel 


stay. He must see that the sound is clearly audible 
without being too loud, he must see that the tempera- 
ture is at the proper level, and he must see that no 
disturbance in the audience occurs which might dis- 
tract from the full appreciation of the entertainment. 


An usher is the personal representative of his 
theatre and of his chosen business. It is his duty 
to familiarize himself with pictures which are to be 
shown. He should have a conversational knowledge 
of all the departments of the theatre from the engine 
room to the booth. He should know something of 
the history of his business and of his company. He 
should be able to defend intelligently any criticism 
of his business, his theatre or its people. Bearing 
in mind that he is a personal representative of his 
company, the usher must understand that although 
no attempt is made to regulate his private life away 
from the theatre, his actions must in no way reflect 
unfavorably upon it. 


The entire organization stands behind the usher in 
his performance of duty. The bookers, managers, 
publicity men, projectionists, porters, engineers, and 
stage hands have all combined their efforts so that 
the usher may greet the patrons with confidence in 
his ability to see that his guests are entertained well 
and comfortably. His conduct in handling the patron 
is responsible for the opinion that this patron forms 
of the theatre. To the public, the usher is the most 
important member of the theatre’s personnel, be- 
cause he is often the only member of the theatre 
staff who makes actual contact with the patron. In 
this, the public is right, for the combined efforts of 
the other departments are lost if the duties of the 
usher are not performed diplomatically, thoughtfully 
and smartly. 


Because of the difference in size and physical 
make-up of the various theatres comprising our com- 
pany, no standard manual of specific instructions 
could be intelligently directed to the several service 
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staffs. However, there are certain principles which 
this company insists upon as a basis of service and 
training. 


_Appearance gid Autitude 


Be Clean 


Be Neat 


Be Pleasant 


Be Alert for 
Opportunity 
to Render 
Special 
Service 


The first requirements for good service are pleas- 
ing appearance, a friendly alert manner, and a help- 
ful attitude. 


Uniforms must be well pressed, shoes shined, hair 
neatly groomed, linen fresh, nails clean, and any 
metal buttons or buckles shined. Perspiration odor 
and bad breath must be guarded against. 


A pleasant facial expression is necessary, although 
a mechanical smile is not encouraged. An usher 
should not look as though he were being forced to be 
pleasant. 


Posture should be good without being stiffly formal 
or military. 

The voice should always be pleasant and well 
modulated. 


Always walk facing in the direction of movement 
so as to avoid bumping into patrons. Pace should 
be brisk and business like. Never run. Flashlights 
should be held at your side and to the rear. They 
should always be directed toward the floor to light 
the path of the patrons you are guiding to their 
seats. 


Never snap fingers or click heels to attract atten- 
tion of another employee. 


An usher should not enter into prolonged conversa- 
tion with patrons. Although it is not intended that 
friends entering the theatre should be ignored, they 
should not be encouraged to stand and talk. If con- 
versation is necessary with another employee, it 
should be short and limited to the business at hand. 
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Should a patron approach, he should be treated 
courteously, his questions answered intelligently, 
and if he has a complaint which cannot be readily 
handled, he should be turned over to an executive. 
Never argue with a patron. If a patron in the 
vicinity of your post appears to be looking for the 
rest room or a phone booth or the manager’s office, 
step up to him, smile and ask if you may be of assist- 
ance. Some people hesitate to approach an usher 
for information, and often this is because the usher’s 
attitude is not inviting. 


If the usher will bear in mind that this is his com- 
pany and his theatre, and that he is responsible for 
a large part of the success of both, then his attitude 
toward the other members of the service staff and 
toward the other departments of the theatre will 
necessarily be one of earnest co-operation and sincere 
desire to be of assistance. 


Fee 


Dressing 
Room 
Conduct 


Conduct as 
It Reflects on 
the Theatre 


An usher’s conduct is always that of a gentleman. 
Because discipline is necessary where a group of per- 
sons are co-ordinating effort, whether it be a service 
staff or a board of directors for a bank, certain rules 
of conduct are laid down by the executives of the 
various theatres. All of these rules of conduct have 
definite reasons behind them, and they must be re- 
spected and obeyed. 


In the dressing room an usher is expected to con- 
duct himself as though in his own home. The room 
must be kept clean. Uniforms must be hung properly 
and not thrown over chair backs or on top of lock- 
ers. The property of others must be left alone. 
Towels, shaving materials and other supplies must 
be in their proper places. 


While on duty, an usher must listen attentively to 
instructions and carry them out promptly without 
argument. If there are any differences between 
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employees these must not be carried to the theatre, 
but must be settled privately. While off duty in the 
theatre, an usher must conduct himself as a patron 
of the theatre. While away from the theatre, con- 
duct must be such as not to reflect badly on the 
theatre or the organization. It is repeated that no 
attempt is made to regulate the private lives of the 
employees, but it is insisted that the employees be 
of such calibre that their actions do not endanger 
the reputation which has been painstakingly estab- 
lished by this organization. 


Etiquette of A ates 


Be Polite 


Be Tactful 


An usher is always polite, whether with his fellow 
workers or with the public. Employees should 
address one another using the prefix, “Mr.”, “Mrs.”, 
or “Miss”. Never use first names while on duty. 


When approaching a patron to make a request or 
ask a question, begin the conversation with “I beg 
your pardon’. At the conclusion, say, “Thank you, 
Sir” or “Thank you, Ma’m”’. 


When it is necessary to speak to a party, the fol- 
lowing should be observed: If to a man and woman, 
direct your conversation to the man. If to two or 
more women, address the elder unless it is apparent 
that she is the guest of the younger. The same ap- 
plies to two or more men. If a large party is to be 
addressed, try to ascertain which is the host and 
direct your conversation to him. 


Never tell a patron that he has to do a certain 
thing. “I beg your pardon, but it is necessary that 
we keep the center aisles clear because of the fire 
ordinance; may I ask you to step outside the aisle?” 
It is entirely proper to use a tone of polite authority, 
but never a demanding tone. 
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Be Careful 


Be Thoughtful 


Be Patient 


Always open doors for partons when possible, 
being careful that the door is not swung open with 
force so that it will strike another patron. If the 
door is to an aisle, precede the patron through the 
door and hold it open so that you will not have to 
pass him after entering. 


Should an usher accidentally bump into a patron 
or step on his foot, he should let the patron know by 
his apology that he is sincerely sorry. 


Help patrons with wraps whenever possible with- 
out neglecting others entering the theatre. 


When holding patrons out with tapes, watch care- 
fully for elderly persons, invalids and others who 
should not be made to stand. Quietly and politely 
ask if they would like to sit down while waiting their 
turn for seats, and conduct them to the nearest chair 
or lounge, being sure to watch for their place in line. 
Great care should be exercised here as these people 
are often offended to have their physical defects or 
age noticed. 


One of the most important phases of service is 
telephone courtesy. First, it is necessary that all 
telephone conversations be carried on in a pleasant 
voice, not too loud but clearly audible. Every effort 
should be made to complete conversations to the 
satisfaction of the person calling. Great patience 
is often required in handling calls because of the 
large number of requests for paging and similar ser- 
vices not generally allowed by house regulations. 
When it is necessary to refuse such requests, utmost 
tact should be employed and reasonable excuses pre- 
sented so that the person calling is not offended, and 
thereby a potential patron lost. The telephone is a 
powerful sales medium, and persons who call for in- 
formation on starting times for shows should be 
thoroughly sold before the conversation is termin- 
ated. 
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Lost and 
Found 
Service 
Important 


Children Are 
Valuable 
Patrons 


Many opportunities present themselves to render 
special service. These occasions should be taken to 
good advantage as the proper handling makes an 
everlasting impression and gains a firm friend for 
the theatre. 


Every effort should be made to restore lost articles 
to their owners. If it is impossible to locate the 
article at the time it is reported, ask the patron to 
call back the following day, report the loss and the 
approximate location in the house to an executive 
so that he may instruct the cleaning staff to take 
particular care in looking for it. 


Lost articles which are not claimed should be care- 
fully stored and dated and kept for a reasonable 
length of time. No greater impression can be made 
than by returning something of value which has been 
lost in the theatre. 


An usher should never touch a patron except to 
offer his arm to an aged or crippled person. Always 
be alert to see these people when they enter the 
theatre and extend the best possible service. If pos- 
sible put them in aisle seats and go back to assist 
them out of the aisle when they have seen a complete 
performance. 


Always remember that the children who attend 
the theatre are due the same consideration as the 
adults. They are to be treated with courtesy and 
patience. Help them at the water fountains. See 
that they have good seats. Call their mothers to 
come after them if they ask that you do so. Cater 
to them—they are the full price patrons of tomorrow. 
We are proud that parents have enough confidence in 
us to leave their children in the theatre while they 
shop or play bridge or rest. 


» » Page 9 « « 


Soe || eee » « FAMOUS PLAYERS THEATRES 


Find the Be especially careful in noting the seat locations of 
a doctors or others who may expect to be called during 


a performance. If they know that they can depend 
upon being called when necessary, they will not 
hesitate to attend the theatre. 


Complaints Any complaint should be handled with the utmost 

Are Handled tact. If the complaint is of a serious nature and can- 

Tactfully not be disposed of easily and satisfactorily by the 
usher, he is to summon an executive and explain the 
nature of the complaint in the most diplomatic man- 
ner possible. 


ey ee ts 


Never attempt to handle an accident without the 
assistance of an executive. Should an accident occur 
on your post, give the injured person every atten- 


Examine tion, call an executive, make a thorough inspection 
scene + of the scene of the accident, paying particular atten- 
oroughly 


tion to the condition of the carpets, seats and light- 
ing conditions. An accurate description of the acci- 
dent itself and of the conditions of the scene of the 
accident are extremely important. 


Listen but Make a note of any statement made by the injured 
Don't Talk person, and if possible obtain names and addresses 
of witnesses. Although it is not the aim of the com- ’ 


pany to avoid any just claim or liability, it certainly 
does not wish te be the victim of unscrupulous per- 
sons who might take advantage of minor accidents 
to attempt to collect undeserved damages. Never 
make any statement or perform any act which might 
be construed as accepting blame for the accident. 


A full report must be made on the forms provided 
by the insurance department of every accident. 
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General 


Handling 
Disorderly 
Patrons 


Guard 

Against 
Loss of 
Temper 


Be Interested 


Make a 
Suggestion 


We never wish to swear out a warrant in the name 
of the theatre or any employee of the theatre against 
a disorderly patron whether he be a masher or a 
drunk. The initiative of procedure should be left to 
other individuals or to law enforcement officers. 
Should you receive a complaint or a request to call 
the police, report the matter at once to the manager 
or assistant manager who will deal with the patron’s 
complaint. Should you be questioned in the matter 
stick to a statement of fact and do not express your 
opinion or belief. 

At no time should an usher restrain a patron from 
leaving the theatre, or force a patron to leave the 
theatre. If polite request fails in either of these 
instances, an executive should be summoned who 
will in turn call an officer. The theatre has a definite 
hiability and is subject to lawsuit if this rule is 
violated. An employee is never to strike a patron 
under any circumstances. 

Interest yourself in the theatre as a whole. Read 
the trade journals. Ask questions. Learn every- 
thing you can about the business. Prepare yourself 
for a better job. If you have special talents or train- 
ing for bookkeeping or secretarial work, or if your 
ambitions turn toward any particular department, 
let it be known. Suggest to your chief usher or 
manager that you would like to help in that depart- 
ment during your off hours so that you can learn 
something of its operation. 

If you have a suggestion which you believe will 
benefit your theatre or your company, put it in writ- 
ing and present it to your department head or man- 
ager. Some of the most successful advertising ideas 


have come from the Service Staff. Thoughts from 


ushers have saved large sums of money. 

Always consider your position in relation to entire 
operation and do each day’s work with enthusiasm 
and attention to details. Think before you act and 
you will benefit from yesterday’s mistakes. 
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THE 


First 
Impression 
Is Most 
Important 


Be a 
Saleswoman 


No attempt is made here to outline the specific duties 
of the cashiers as these instructions are provided by 
the Treasurer of the company and the Managers and 
Treasurers of the various theatres. However, no 
service manual would be adequate if the importance 
E, = cashier in service to the patrons were not in- 
cluded. 


The first impression, and therefore the most im- 
portant impression on a patron is made by the 
cashier. Because of this, her responsibility extends 
beyond efficiency and rapidity in making change and 
issuing tickets. 


As a salesman, the cashier is invaluable. People 
who are shopping for a show very often question 
the cashier when making a selection. Since this is 
true, it is necessary that she be able to speak con- 
vincingly and intelligently on the attractions, both 
current and future. 


The cashier must be thoroughly familiar with the 
schedule of. the show as it is the general rule that 
when purchasing a ticket, a patron inquires about 
what part of the performance is on at the time, and 
when the next complete show starts. . 


Because so many questions are directed to her 
while making change and issuing tickets, extra- 
ordinary patience is required by a good cashier if 
she is to maintain the desirable pleasing personality 
and cordial smile which she is expected to extend 
to each patron. 


Many cashiers have made it a practice to know the 
names of as many patrons as possible, and to address 
them by name. This is responsible for many repeat 
tickets being sold, and should be cultivated by all 
cashiers. 
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THE DOORMAN .... 


The theatre doorman holds a most important and 
responsible position. His duties go further than re- 

Duties More ceiving tickets, tearing them in half and returning 

woe the stubs. He must be the smartest appearing and 
most personable member of the service staff. His 
smile and greeting must convey to the patron that 
he is glad that they came—that now that they are 
there the show can start. He must be a bureau of 
information, knowing the schedule of the show, 
keeping in mind whether the manager and other 
executives of the theatre are in or out and being 
thoroughly familiar with the attraction playing at 
the time and those for the near future. 


The doorman should be able to recognize and ad- 
dress by name as many city officials, newspaper 
people and other patrons as possible. Personalized 
service is always more effective. 


Good When it is necessary to question a patron regard- 
Judgment ing number of tickets or ages of children, it is neces- 


N 
i lis sary that this be done in a polite and tactful manner. 


It is far better to let a few dishonest people get by 
with not enough tickets, or let an over-age child in 
on a children’s ticket than it is to embarrass or 
infuriate patrons innocent of wrongdoing. Good 
judgment in these instances will make friends where 
poor handling will result in unpleasantness and the 
possible loss of regular patrons. 


A doorman is one of the most trusted employees 
and his integrity must be beyond reproach. 
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EMERGENCIES .... 
Staff ee ere for P antic ‘Gr Pha 


Members of the theatre staff—managers, assistants, head 
ushers, cashiers, doormen, projectionists, matrons and mainten- 
ance men—all are responsible for the safety of the theatre’s 
patrons! 

Famous Players theatres are equipped with every known safety 
device but every member of the staff must be properly trained in 
his or her duties in case of emergency. It is the responsibility 
of every member of the staff to assume a serious attitude toward 
the proper study of emergency procedure. In preparing to safe- 
guard the people for whose safety you are responsible, be sure 
that you will be ready wherever you may be in the theatre if an 
emergency occurs. Always remember that it may happen at any 
time. Remain calm—go to the posts assigned you at emergency 
drill. 

In the event of an emergency or possible emergency, the follow- 
ing procedure is suggested for the entire staff (with such changes 
as may be necessary to meet local physical conditions) :— 


With the FIRST INDICATION of any unusual 
condition the theatre EMERGENCY LIGHTING 
SYSTEM should be turned on. This duty should be 
assigned to a responsible member of the staff. This 
is necessary and very important in the event of a 
power failure on the service lines, even though the 
cause of the emergency might not be in the theatre. 

With the FIRST INDICATION of any unusual 
condition the AIR CONDITIONING SYSTEM should 
be shut down immediately. This should be delegated 
to a responsible member of the staff as his first duty. 
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Cashier: 


Doorman: 


Ushers in 
Balcony: 


Ground 
Floor 
Ushers: 


Exit 
Doors: 


Should 
Fire 
Occur 


On Stage: 


Matron: 


Projec- 
tionists: 


Calls the FIRE DEPARTMENT and the POLICE 
DEPARTMENT —locks up money—helps take care 
of injured. Oxygen equipment from the Fire Depart- 
ment and men from the Police Department specially 
trained in the handling of crowds can be very helpful. 


Makes certain all front doors will open freely. 
Makes certain lobby is free of obstructions. Keeps 
people moving in an orderly manner onto street. 


Stand near stairheads and exit doors to direct (but 
not obstruct) patrons—speak calmly . .. Advise 
people to move in an orderly manner to the nearest 
exit and avoid crowding or pushing. 


Stand near exit doors and/or aisle heads to direct 
(but not obstruct) patrons—speak calmly ... Advise 
people to move in an orderly manner to the nearest 
exit and avoid crowding or pushing. 


We suggest that attendants do not open exit doors 
until people reach them. This will help reduce to a 
minimum any draft that might increase a fire hazard. 


It is most important that somebody carefully 
guards all doors leading to the stage to see that they 
are not opened until the curtain has completely 
closed off the stage from the auditorium. This will 
reduce the possibility of a draft spreading a fire 
hazard. 


Supervise the proper and safe exit of children. 

It should be a regular practice to group unattached 
children in one section, generally on the floor ae) 
with the street and convenient to exits. 


Continue the show, unless told to stop. If im- 
possible to continue the show, put up house lights 
and play patriotic music with a march tempo on the 
non-syne. Music should be loud enough to be heard 
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Manager: 


Assistant 
Manager: 


if the 
Cause of 
the Panic 
is Visible: 


If the — 
Cause of 
Possible 
Panic is 
not Visible 
but is a 
Dangerous 
Threat: 


above any unusual commotion. A march tempo is 
preferable because, although musically fast, it is 
still slower than the excited movement of an agitated 
crowd. Patriotic music awakens a desire to display 
control of emotions. 


If possible, get to stage. If audience is frightened 
and on its feet, speak to them, calm them and slow 
down their movements. In theatres where a public 
address system is available and the electric system 
is functioning, these instructions may be given over 
the public address system. 


In a two floor house, help control audience on 
ground floor and see that other employees are at 
their appointed places and following the above in- 
structions. 


The manager or nearest employee should try to 
eliminate it as his first duty. 


1. The manager and/or assistant manager, or 
whoever is responsible, should instruct all employees 
to go to their appointed stations. 


2. If the circumstances permit, the audience 
should be requested in as quiet and calm a manner as 
possible to leave the theatre. The following is one 
method that might be used: Whisper your request 
to leave to the people in the last row first—then to 
the second last row—and so forth. DO NOT SHOUT 
IT OUT TO THE WHOLE AUDIENCE. Tell them 
there has been an accident down the street and the 
police have asked you to empty the theatre. 


3. Whether or not a fire is visible, we suggest that 
the word “FIRE” should never be used in any an- 
nouncement made to control the crowds. 
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